
Module 6 Slide 1 

State Health Insurance Assistance Programs 

January 2000 

Components of Cultural Competency 

• Culture is learned and shared knowledge, 
beliefs and rules that people use to interpret 
experience to generate social behavior. 

• Competence implies having capacity to 
function in a particular way. 
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Key Point for Video Role Plays 

• Role plays are intended to give general 
ideas or conceptions when counseling 
people from culturally diverse backgrounds, 
but do not apply to all situations. 
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Inappropriate Role Play One 

• Informality/Lack of Courtesy: 
- Margaret does not stand up and formally 
greet Mr. Gonzalez by as “Mr. Gonzalez” 
nor does she ask him to take a seat. 

• Rapport with Client: 
- Margaret begins with direct questions of 
business but asks no questions about Mr. 
Gonzalez’s family or general well-being. 
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Inappropriate Role Play One 

• Language Barrier: 
- Margaret uses colloquial English 
expressions and corrects Mr. Gonzalez’s 
pronunciation. 

• Sensitive Issues: 
- Margaret asks directly about his income 
without first establishing reasons for 
collecting sensitive information. 
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Inappropriate Role Play One 

• Work Ethic/Pride: 
- Margaret asks Mr. Gonzalez if he received 
welfare benefits without any prior 
questions. 

• Personal Space: 
- Margaret misinterprets Mr. Gonzalez’s 
warm handshake by abruptly pulling away 
after the exchange. 
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Appropriate Role Play One 
• Informality/Courtesy: 

- Margaret stands to meet Mr. Gonzalez, 
offers him a handshake, addresses him 
formally as Mr. Gonzalez, and properly 
asks him to take a seat. 

• Communication Style 
- Margaret asks Mr. Gonzalez several 
indirect questions about his family before 
beginning the session 
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Appropriate Role Play One 

• Language Barriers: 
- Margaret does not correct Mr. Gonzalez’s 
English, and explains a colloquialism she 
used. 

• Sensitive Issues 
- Margaret explains to Mr. Gonzalez the 
purpose of the personal questions in relation 
to being eligible for assistance programs. 
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Appropriate Role Play One 

• Pride/Work Ethic: 
- Margaret does not patronize Mr. Gonzalez 
when he tells her that he continues to work, 
and she avoids using the word ‘welfare”. 

• Personal Space 
- Margaret is aware of the Mr. Gonzalez’s 
culture by showing she understands the 
interpretation of personal space. 
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Inappropriate Role Play Two 

• Self-Reliance/Physical Assistance: 
- Al assumes that since Katherine has a 
disability she cannot move independently. 

• Patronization: 
- Al uses “dear” and “honey” which makes 
Katherine uncomfortable. 



Module 6 Slide 10 

State Health Insurance Assistance Programs 

January 2000 

Inappropriate Role Play Two 

• Fascination with Disability: 
- Al blatantly stares at Katherine’s 
wheelchair when she enters his office. 

• Work and Health Insurance Status: 
- Al displays amazement that Katherine is 
able to drive and work. 
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Inappropriate Role Play Two 

• Language 
- Al speaks slowly and deliberately in a high 
voice assuming that Katherine’s has other 
disabilities other than being in a wheelchair. 
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Appropriate Role Play Two 

• Self-Reliance/Physical Assistance: 
- Al asks Katherine if she needs assistance, 
thereby not assuming she requires help and 
respects her disability. 

• Patronization: 
- While maintaining his grandfatherly 
rapport with Katherine, Al does not use 
“dear” or “honey”. 
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Appropriate Role Play Two 

• Fascination with Disability: 
- Al maintains eye contact with Katherine 
throughout their conversation. 

• Work and Health Insurance Status: 
- Al’s remarks concerning Katherine’s job 
respect her wish to be treated as an 
individual. 
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Appropriate Role Play Two 

• Language: 
- Al speaks normally to Katherine 
throughout the counseling session. 
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Help Hints for Counseling 

• Develop rapport and trust 
• Use open-ended questions 
• Maintain attentive behavior 
• Be aware of potential language and physical 

barriers 


